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What do you think is one of 

the most important issues facing

this country in the next 10 years? 
Tell me more about that.

What do you mean by that?

Can you put that in other words?

How do you feel about that?

What do you mean by         ?

Can you be more specific?

How so?

In what way?

That's helpful, keep going.

Humm, hum.

ACTIVE LISTENING
- saying what they just said, elegantly.

	PRIVATE 

	Speaker

(Instructor)
	Active Listener

(Student)
	Speaker

Continues
	
	Comments

	1
	I had a terrible day today. 
	What I hear you saying is you had a terrible day today.  
	Yeah, that's what I said.  Are you feeling OK today?
	
	Classic active listening.

Uses introductory phrase. Repeats exact words.

	2
	I had a terrible day today. 
	... a terrible day? 
	Yeah, nothing went right, and then there was that thing with my boss.
	
	Skips introductory phrase. Repeats a few of the exact words. 

	3
	The boss screamed at me about some assignment. 
	... blamed by the boss? 


	Yeah, he was going on and on about it. 
	
	Paraphrased, but still not a complete sentence.

	4
	He was being unfair. I didn't even know what he was talking about.
	... unfairly blaming you? 
	No, actually it did turn out to be my fault. But he shouldn't have acted like that with my co-workers around. 
	
	Speaker corrects inaccurate active listener.

	5
	How do you think you would feel if that happened to you? 
	... you are very disturbed about this. 
	Of course I am. No one should have to go through something like that. 
	
	Active listening used instead of answering the question.

	6
	[if they go on and on and on and on and on]
	Wait a minute! Let me see if I understand you correctly.
	
	
	Active listening is used to interrupt without offending.




Communication Techniques

Open-ended Questions, Follow-up Questions, and Active Listening

	PRIVATE 
Speaker
	Listener
	Technique

	
	1. What do you think is one of the most important skills for negotiators? 
	Open-ended

Question

	2. Ah, I'd say communication skills.
	3. Tell me more about that.
	Open-ended,

Follow-up Question

	4. Sure.  Negotiators need to be able to collect information and to persuade people.  Of course they need to communicate to do that.
	5. What do you mean by  "collect information?" 
	Clarifying

	6. Negotiators need to learn information from other people. So negotiators "collect" this information by asking appropriate questions and using other communication techniques.
	7. Humm, hum.
	Passive Listening

	8. After they have collected the information they then use it in some way.  
	9. Can you be more specific?
	Narrowing

	10. Sure.  When negotiators learn about the other side's interest, they can use that information during the negotiation. 
	11. That's helpful, keep going.
	Facilitator

	12. They use techniques like open-ended questions, follow-up questions, clarifying questions, and active listening.
	13. How so?
	Open-ended

	14. They use these techniques to gather information from their opponent. 
	15. They collect the information by using these techniques?
	Summarization

Active Listening

	16. Yes, the good communicators collect the information which is an important foundation for the negotiation. 
	17. How do you feel about that? 
	Open-ended Question

Probe for Feelings

	18. I think it is one of the most important things that negotiators do, and unfortunately, many negotiators neglect these skills.
	19. So you think communication is important, but many negotiators neglect it?
	Summarization

Active Listening

	20. Right. Negotiators should realize that good communication techniques can help them to be successful, and they should pay attention to, and practice good communication techniques.
	21. Thanks.  You have helped me to better understand your views about communication.  And, I hope I have helped you demonstrate some of the techniques that you have talked about.
	



REFRAMING
Is the glass half full or half empty?  




"It all depends on how you look at it."











- Tom Sawyer
	PRIVATE 
Reframing
	restating another person's statement to make it less provocative and more productive.


When you reframe for yourself, you are choosing to see something in a different way or from a different perspective.  Assisting others to reframe often involves persuasion.  Tom Sawyer did not have to be a painter because he turned out to be a great reframer.  He convinced his friends that what seemed to be an unpleasant task of painting a fence was really a fun activity worth paying to do.

How can you reframe the following common "couples complaints?"

	PRIVATE 
REFRAMING

	Negative Statement
	Reframed

	She talks too much
	She's so friendly and puts everyone at ease.

	He argues so much
	He has such strong convictions



	She thinks she knows it all
	

	He is so conceited
	

	She too easygoing
	

	He's so stingy
	

	She spends too much money
	

	He's too rigid
	

	She can never sit still
	

	She's too emotional
	 



NEGOTIATION GAMBITS

Created by Students in Prior Classes

To make the first offer:
Well, this is how I see it
Let me tell you what I had in mind.

Why dont we start at
This is what X would like;  what is your position?

After serious contemplation, I have come to this conclusion
Would you be willing to try this?

Are you open to discussing serious offers?

Would you be open to accepting an offer at this meeting?

I think________is a good offer.  What do you think?

If I could offer you______________, what could you offer me?

To get the ball rolling, we think X could offer...

(In your best Brando)  Im gonna make you an offer you cant refuse.
I just want to get this resolved, so what if
If this went to court it would cost us both a great deal of time and money;  therefore
Lets get down to it.  What if ....

As a negotiator, when I want them to make the first offer:
We'd like to get this resolved today. What do you need?

How do you see this?

What do you think?

Look, tell me what you need and Ill tell you if we can work something out.

Why dont we just lay our cards out on the table so that we can start sorting out the details.  Go aheadtell me what you want.

How much are you asking?

What will it take to get you to do____________?

What is your range?

What is your bottom line?

What do you think is a fair proposal?

What are you willing to do to resolve this dispute?

What is your solution?

Could you tell me what you need?

What would it take to preserve this relationship?

In your opinion, what do you think we should do?

Why dont you start us off in the right direction?

Could you please fill me in on what youre willing to do here.

What would it take to close this deal right now?

What kind of figure would get you interested?

What is a reasonable starting figure for us today?

To get the ball rolling, how about giving me a ballpark figure?

(In your best Brando)  Make me an offer I cant refuse.
Im open to suggestions.

What do you truly want?

What are you interested in?


PRACTICE MEDIATOR LINES

John Barkai 

FORUM PHASE - DEALING WITH THE PAST AND THE PRESENT
Can we agree that as a ground rule, we will ...

Remember, you both agreed not interrupt. You will get your uninterrupted time too.

Tell me more about that.

When did this happen?

So what you are saying is ...

Wait.  Let me be sure I understand correctly.  You're saying ...

So, as far as you are concerned ...

What else is important?

Could you say more about that?

How do you feel about what happened?

What do you mean by that?

Is there anything else you want to add?

Let's move to the issue of ...

Can you tell me more about ...?

What additional information do you have on that?

Of all that you have talked about, what is most important to you now?

NEGOTIATION PHASE - DEALING WITH THE FUTURE
What could X do to help you solve this problem?"

What can you do to help solve this problem?

Do you have any other ideas for solving this problem?

What do you think will happen if you can't negotiate a solution?

How do you want things to be between the two of you?

Is what you are talking about now helpful in reaching a solution?

Put yourself in Mr./Ms. X's shoes. How do you think they feel right now.

What do you have in mind on that topic?

If X were to do A, what would you be willing to do?

What I hear you saying is that you might be willing to ...

You both seem to agree that ...

Do you agree with the solution that we are talking about?

What you are talking about sounds like it might work. What will happen if ...

MUCH LATER - MEDIATOR SUGGESTIONS:

How would you feel about ...


What would happen if you tried ...

